



Increasing Access and Engagement to Patient Portals




Standards and Procedures Governing PP Use
• Cures Act Final Rule has requirements related to adopting PPs 
and enhancing patients’ access to personal health information 
(PHI) (U.S. Department of Health and Human Services, 2020)
Why Patients Are Not Using PP
• 59% are not offered access to PPs during routine visits 
(Anthony & Campos-Castillo, 2020)
Staff Attitudes Towards PP
• Indicated a need for additional support and described lack of 
training/familiarity with PP main frustration (Powell, 2018)
Benefits of Increasing Access and Patient Engagement 
• Patients indicated if certain features were recommended by their 
healthcare team, their level of portal engagement and interest would 
increase (Powell, 2018)
• 90% reported overall satisfaction, 94% agreed PP improved 
care delivery, 89% thought PP reduced errors, 84% described 
PPs as useful, 90% would recommend (Dendere et al., 2019)
• Increased patient engagement resulted in decreased 
hospitalizations, emergency room visits, and readmission rates 
(Anthony & Campos-Castillo, 2020)
The purpose of this project is to evaluate the effectiveness of an 
educational offering for nurses and office staff aimed at increasing 
access and patient engagement to patient portals (PPs)
• Identify the importance of assisting patients with the set-up of a 
PP account
• Identify at least two features within the PP
• Describe two ways to facilitate patient engagement
• Describe two barriers to PP use
• Participation of 26 staff members in primary care office setting
• Use of online recorded PowerPoint presentation with audio
• Developed for staff to better understand benefits and use of PPs
• Learning content included initial set-up, features, benefits, and 
how to navigate through different tabs
• Details of training discussed during downtime and lunch
• Advertised using paper fliers
Rogers’ Diffusion of Innovation Model
• Proposes five stages of innovation: knowledge, persuasion, 
decision, implementation, and confirmation (Mohammadi et al., 
2018)
• Identifies conditions that advance innovation and examines how 
certain clinical behaviors are adopted (Mohammadi et al., 2018). 
• Addressed early adoption of the project which included the 
support of key members
Technology and Acceptance Model Five Constructs
• Perceived usefulness, perceived ease of use, behavioral intent 
to use, attitudes towards use, and actual system use (Rahimi 
et al., 2018)
• Examines the acceptance of new concepts introduced in the 
workplace environment (Portz et al., 2019)
• Used to assess the educational offerings perceived usefulness
• Seven question pre-survey to assess prior knowledge and usage 
attitudes and behaviors
• Eleven question post-survey with five  Likert scale items to 
evaluate the project’s educational value and 6/7 items from the 
pre-survey
• Pre-and post-survey collected to compare data to measure 
project's effectiveness
• Surveys demonstrated strong perceived educational value 
• Significant improvement of knowledge gain from baseline 
measurements to post-education data
• Likert scale survey analysis showed degree of favorable 
responses regarding beneficial use of training to increase patient 
access and engagement to PPs
• Post-survey scores suggest need for refresher course to assist 
staff members in better understanding key role in PP set-up and 
use
• Findings suggest this type of educational offering may be a 
mechanism to increase patient access and engagement to PPs
• Nurses who learn PP benefits can help inform practice and 
advocate for increased patient access and engagement
• Can lead to improvements in preventative services, health 
knowledge, self-efficacy, decision making, and medication 
adherence
RECOMMENDATIONS/IMPLICATIONS
• Future research to include larger sample size 
• Including PCP offices in other hospital settings would produce 
stronger data
• Beneficial to gather feedback on patient's perceptions of their 
experiences with PP set-up
EVALUATION
OUTCOMES
Pre and Post Survey Results 
• Aware of PP use in practice (pre) yes-21/26, did not know-5/26, 
(post) 26/26
• Perceived PPs as beneficial to patients (pre) 26/26, (post) 26/26
• Identified specific useful benefits of PP (pre) 21/26, did not 
know-5/26 (post) 26/26
• Identified staff members responsible for recommending use to 
patients (pre) 17/26, did not know-9/26 (post) 26/26
• Aware of office assistance in registering patients (pre) 19/26, did 
not know-7/26, (post) 26/26 
• Identified types of assistance office offered (pre) 19/26, did not 
know-7/26, (post) 26/26
Table 1  Pre and Post Survey Data Results
Table 3  Likert Scale Data: Weighted Average 
Table 2 Likert Scale Survey Results
